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ABSTRACT
The purpose of this paper is to investigate and report on the status, efforts and commitments of government towards
Social Media Analytics (SMA). Three cases were investigated: two government departments in South Africa and
one in Germany. A Focus Group Discussion (FGD) was conducted with each department and the Qualitative
Content Analysis method was used to analyse the FGD data. The findings revealed that in all three cases government
staff were mostly conducting a manual analysis of social media, and whilst Big Data and SMA were considered in
their strategies, these strategies had not yet been implemented to their full potential. Challenges in each case were
that the social media team was small and there was a general lack of resources such as skills allocated to SMArelated projects. The contribution is an improved understanding of the adoption of SMA for Citizen Relationship
Management, which can lead to improvements in service delivery and more citizen-centric governments.

Keywords
Citizen relationship management, social media analytics, big data, business intelligence, government, service
delivery.

INTRODUCTION
Big Data for government presents several benefits such as providing legitimacy of agenda setting and policy
formulation that allows for more meaningful dialogue and collaboration between government and its citizens
(Pencheva et al., 2018). It also enhances decision making, and effectiveness and efficiency of governmental
activities (Al-Sai & Abualigah, 2017). Social media data are a subset of Big Data and has been adopted by
governments to provide complementary information dissemination, communication, citizen participation channels,
and informed decisions (Song & Lee, 2016). Picazo-Vela et al. (2016) confirmed that governments have shown
commitment to adopt social media as a tool to communicate and engage with citizens regarding service delivery. A
The African Conference on Information Systems and Technology
1

Adoption of Social Media Analytics in Government

strategy for this interaction between citizens and government for improving service delivery has been referred to as
Citizen Relationship Management (CzRM) (Carvalho et al., 2021). CzRM can be achieved through Social Media
Analytics (SMA), which has benefits such as data management, data analysis, intelligence, and data value for
innovation and decision-making in government (Yakobi et al., 2019). In spite of these benefits governments face
several challenges in dealing with unstructured social media Big Data. Challenges relate to the architecture and
design of the database schema, privacy issues (Hassan et al., 2018) and the management of the Big Data lifecycle
as government’s operation culture and approach is an obstacle to sharing of knowledge beyond organisational
boundaries (Lee, 2020).
The problem addressed in this paper is the scant research on real-world implementations of SMA in government.
Some research, for example Holsapple et al. (2018); Osman (2019) and Singh & Verma (2020), outlined the benefits
of having a Big Data strategy in government. Other research (Bao et al., 2022; Faini & Palmirani, 2016; Yan, 2018)
proposed frameworks for Big Data Analytics (BDA) and SMA in the context of government. However, these studies
did not report on investigations of empirical real-world implementations of SMA in the context of CzRM. The
purpose of this paper is to identify the status of adoption of SMA in government, particularly with regard to the
methods and tools adopted for SMA. Three cases of SMA use in government departments are investigated, two in
South Africa and one in Germany. In South Africa, the first case is the department of e-Government in the Gauteng
Provincial Government (GPG), which has shown some efforts to pilot a Big Data (including SMA) strategy. The
second case in South Africa is the Free State Provincial Government (FSPG), which has also prioritised Big Data
and SMA in their strategy. The case investigated in Germany, is that of the German North-West Metropolitan region
government, which is making efforts to use social media data to understand the views of its citizens and for CzRM.
These three departments were the real-world cases used in this research and were selected for investigation based
on the relevance of their social media efforts and their availability and willingness to participate. The paper is
structured as follows. The next section provides a summary of the literature reviewed, which provided the
foundation for the research. Following that is an explanation of the research design, which included, Focus Group
Discussions (FGDs) and Qualitative Content Analysis (QCA) of the collected data. The next section presents the
results and analysis of the research, followed by discussion of the findings. Lastly, several conclusions are drawn
and recommendations are made in the last section.

LITERATURE REVIEW
The Big Data explosion has produced challenges of creating value from larger amounts of data to improve service
delivery through e-government (Anshari & Lim, 2017). According to Al-Sai and Abualigah (2017), governments
in developing countries are still struggling to determine how opportunities offered by Big Data can be used to
promote effective service delivery to their citizens as part of a CzRM strategy. The study of Driss et al. (2019)
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highlighted that citizens are using social media platforms to express their opinions and to keep governments
accountable. Social media can overcome challenges related to e-government such as low accessibility and lack of
citizens’ e-participation (Singh et al., 2020). It is evident that governments are using social media platforms as a
new source for Big Data that can enable government to communicate and engage with the public (Okuah et al.,
2019). However, data analytics is often perceived as a complex concept due to the focus and challenges of Big Data
especially by organisations such as government (Milicevic & Eybers, 2022). The emergence of SMA provides
opportunities using methods and tools for monitoring, analysing and visualising social media data (Ahmed et al.,
2019). The adoption of SMA can enable governments to maximise on social media Big Data by offering approaches,
methods and tools to support Business Intelligence (BI) (Lee, 2020; Okuah et al., 2019). BI is defined as a decisionmaking process that is supported by the integration and analysis of an organisation data resources (Tavera Romero
et al., 2021).
Benefits of SMA identified are improved CzRM and service delivery (Wu, 2021), improved decision making (Kim
et al., 2019), improved data management and quality (Neylon, 2017), data analysis and intelligence (Malomo &
Sena, 2017), data value and innovation for government (Grover et al., 2018). SMA can also be used to monitor
issues and predict government crises (Choi et al., 2020). In spite of these benefits, there is a lack of comprehensive
efforts of systematic research on government social media and SMA adoption (Medaglia and Zheng, 2017). Reddick
et al. (2017) confirm this lack of research on SMA adoption, particularly on the potential role of citizen feedback,
shared insights, and organisational learning for enhancing government policy processes.
One challenge of SMA adoption for governments mentioned by Chon and Kim (2022), which was encountered
during Covid19, is that they struggle to gain actual intelligence from Big Data due to a lack of training, little or no
budget and scarce resources. Challenges related to data quality and reliability, particularly in data pre-processing,
can negatively impact the potential benefits of Big Data and SMA adoption (Faroukhi et al., 2020). Challenges of
using and interpreting social media data in SMA were identified in a socio-environmental systems research study,
due to the known biases of many users (Lopez et al., 2019). Some SMA frameworks have been proposed to
overcome these challenges. The Modified B-DAD Framework provides a decision-making approach presenting
clear linkage between Big Data Analytics (BDA), effective decision-making and intelligence (Elgendy & Elragal,
2016). This framework also includes an overview of tools for BDA. A more recent SMA framework proposed by
Stieglitz et al. (2018), designed for a political context, was one of the most comprehensive frameworks identified
in this literature review. Their framework provides the challenges of SMA, some methods and tools for SMA as
well as the four main stages of SMA. Their challenges cited included those related to identifying topics and trends,
data quality and visualisation. The four stages of SMA in their framework are: 1) Data discovery; 2) Data tracking
and monitoring; 3) Data preparation, and 4) Data analysis. However, it does not provide details of SMA tools or
platforms. Neither of these frameworks provide any empirical validation of either the framework, SMA tools, SMA
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platforms or Social Network Sites (SNSs). They also do not investigate a real-world case study that provides a
deeper understanding of the status of SMA in government. In the context of government, a framework for enhancing
citizen-centric service quality through SMA was proposed by Reddick et al. (2017) and implemented in a
governmental department. The study provided new insights into the adoption of SMA for enhancing service quality.
However, there is still a need for additional empirical studies of SMA adoption, particularly those that investigate
SMA methods, tools and techniques. These techniques include visual analytics, which are important as they focus
on analytical reasoning about data in SNSs and combine computational analysis methods with interactive
visualisations (Wamba et al., 2016).

RESEARCH DESIGN
This paper reports on a section of a larger PhD study that was recently completed and details the activities used to
address the following research objective: RO1: To evaluate the extent to which SMA is adopted in governments in
South Africa and Germany using three cases.
An FGD aims at collecting high-quality data in a social context (Dilshad & Latif, 2013). The purpose of using FGDs
was to collect data to determine the status of SMA adoption in the three government cases. The target participants
of the FGDs were managers and/or decision makers in provincial government departments employed at provincial
offices and/or city regions. The participants were also required to have some knowledge and experience of social
media and use social media in their daily activities. All ethics protocols were adhered to and permission to conduct
the study was granted.
The first FGD (FGD1) was conducted with employees of the German North-West Metropolitan region. For this
FGD, the gatekeeper was the co-promoter of the PhD study. The second FGD (FGD2) was conducted with the GPG
Department of e-Government whose gatekeeper was their Director of ICT. For the third FGD (FGD3) with the
FSPG Department of Public Works and Infrastructure, the gatekeeper of the research was their Deputy Director of
IT. A summary of the study was sent to all three gatekeepers prior to briefing employees about the research and the
purpose of the FGDs. The gatekeepers identified relevant employees that met the criteria for participants and granted
access to these employees via email. A formal letter and research summary were drafted describing the purpose of
the FGD and the target profile, and these documents were distributed to all prospective participants. After the
participants confirmed their availability, the three online FGD meetings of one hour each were set up using
Microsoft Teams. The meeting links were distributed together with a consent form that needed to be signed digitally
and a Microsoft Form link to capture the biographic information of participants. The FGDs were conducted over
the three-month period of May to July 2021.
The QCA approach in Erlingsson and Brysiewicz (2017) was used to analyse the FGD data. The objective of QCA
is to systematically transform a large amount of text into a highly organised and concise summary of key results.
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The first steps of QCA are to extract meaning units from the data based on the research objectives and then to
condense these units while preserving core meaning. Following these steps, codes are generated and then organised
into generic categories when they describe different aspects, similarities or differences, of the text’s content that
belong together. The products of this categorisation process are known as “generic categories” (Elo et al., 2014).
Through the steps of QCA the researcher endeavoured to systematically transform the large bodies of text and
present them in higher levels of abstraction. The Social Media Framework for CzRM (SMAF) proposed in Yakobi
et al. (2022) is an extension of the Stieglitz et al. (2018) framework (see Appendix B). The framework has the
following components: C1) Success factors and guidelines for SMA; C2) CzRM C3) Data value chain phases; C4)
Methods and tools for SMA; and C5) Decision making. The components C2 to C4 together with their subcomponents were used as pre-existing or apriori categories and themes for the QCA of the FGD data, since this
was the focus of the FGDs as reported in this paper. These components were also used to guide the construct the
FGD instrument. Saturation became evident as codes/themes mentioned in other topics reappeared, thus providing
validity to some of the themes and categories. Once no more themes emerged the analysis process was considered
complete.

RESULTS AND ANALYSIS
FGD Participant Profile
A total of 11 participants took part in the FGDs across the three case studies. The participant profile is presented in
Table 1. The German FGD (FGD1) involved four participants (G1 to G4), the second (FGD2) with the GPG had
four participants (GP1 to GP4) and the third (FGD3) with the FSPG had three participants (FS1 to FS3). The
participants were junior, middle or top-level management in a government department and were involved in projects
for service delivery and/or CzRM. The participants also used social media platforms and had active accounts on
platforms such as Facebook, Twitter, LinkedIn, YouTube, Instagram, WhatsApp and Telegram.
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Table 1. Summary of Participants’ Profile (n=11)

Participants

Age

Job Role

Job

Number of

Level of

Experience

years using

qualification

social media
FGD1: The German North-West Metropolitan Region Case
G1

31-50 Years

Administrative Officer

>10 Years

>10 Years

Masters

G2

51-70 Years

Mayor

6-10 Years

6-10 Years

Diploma

G3

18-30 Years

Communication Officer

<1 Year

>10 Years

Bachelor

G4

51-70 Years

Politician

>10 Years

>10 Years

Postgraduate

FGD2: The Gauteng Provincial Government Case (GPG)
GP1

51-70 Years

ICT

3-5 Years

6-10 Years

Postgraduate

GP2

31-50 Years

ICT

1-2 Years

6-10 Years

Postgraduate

GP3

31-50 Years

E-service

3-5 Years

>10 Years

Bachelor

GP4

31-50 Years

ICT

3-5 Years

6-10 Years

Advanced Diploma

FGD3: The Free State Provincial Government Case (FSPG)
FS1

31-50 Years

IT specialist

>10 Years

6-10 Years

Diploma

FS2

31-50 Years

ICT

>10 Years

3-5 Years

Diploma

FS3

31-50 Years

ICT

>10 Years

3-5 Years

Bachelor

Awareness, Benefits and Challenges of SMA for CzRM
Figure 1 presents an Atlas.ti network diagram of the codes, categories and themes identified from the topic related
to the efforts regarding awareness, benefits and challenges of SMA for CzRM. The QCA revealed 26 codes that
were categorised into five generic categories. Negative codes are in italics and shaded in red; these are those that
were allocated to statements that had a negative connotation i.e were a challenge. Appendix A provides a summary
of themes, categories and codes where n is the number of codes in the category and where f indicates the frequency
of the codes in the category. The first four themes were identified as apriori themes from the components and subcomponents of the framework proposed in Yakobi et al. (2022) and were: CzRM (n=7; f=11); data quality (n=8;
f=14); data policies and regulations (n=3; f=3); and skills (n=3; f=3). The remaining codes related to general subtopics around SMA awareness/understanding (n=5; f=6) and were related to the different interpretations of the
term SMA; the view that social media involves hacking, comments analysis and management, information
collection, and a strategic/scientific approach. Some benefits of SMA were discussed by participants. The first two
category of SMA benefits in the CzRM theme (f=11) was Citizen-centric/service delivery (n=4; f=8). These were
based on comments made about how SMA contributes to government performance (FS1); is people centred (FS2);
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provides service delivery insights and allows for queries and complaints (GP3, GP2 and GP1); and provides for
citizens’ interactions, sentiments and intentions (GP3, FS3 and GP2). These confirm several studies, for example,
Carvalho et al. (2021) and Wu (2021), who argue that service delivery and CzRM are benefits of SMA.
Government performance

Citizens’ interactions, sentiments/intentions

Citizen view analysis
.

.

.

Citizen centric/service delivery

Model planning for SMA methods/tools*

.

Social media monitoring

.
.

.

People-centred
Service delivery insights, queries/complaints

Generates BI reports for service delivery

.

.

Accessibility critical for citizens

Hacking
Interpretation

CzRM
.

Information collection

.

.
.

Assumption of accessibility

.

.

Accessibility*

Social media guidelines

Awareness of policy campaigns

SMA awareness/understanding
.
.

.

.

Data quality*
Not representative/biased

.

Data policies and regulations
Comments analysis/management

.

.

.

Strategic, scientiﬁc/systematic approach
Accuracy*

.

Misinformation (false/unreliable data)

National/international information policies e.g., POPIA*
.

.

Skills

.

.

.

Anonymity/not transparent

Manipulation of data (fake data/news)

Team needed

.
.

Skewed sentiments

.

Approach social media with caution

Fake accounts/veriﬁcation challenge

Time limited for upskilling

Generational gap (age)

Figure 1: Network Diagram for Awareness and Challenges of SMA for CzRM

The second category was Model planning for methods and tools (n=3), which had three codes: citizen view analysis
(FS2); social media monitoring (GP3); and generates BI reports for service delivery (GP3). It was clear that giving
citizens a view of relevant information is important to them and a big benefit to SMA. With regard to the generation
of BI reports, GP3 highlighted that an SMA tool had been built by their e-gov department from which they had
generated Covid19-related reports from their Twitter account. He stated that: “but the hotline within the office of
the premier would be one of the customers that would then actually use the tool built by e-Gov to follow the
sentiments on social media and to create the scenarios that say and build us a BI report out of Twitter that follows
people who are talking about water shortage, electricity or power failures and so on.” – (FGD2. Transcript. GP3).
It was clear that the SMA tool was successfully assisting staff with monitoring and performing sentiment analysis
on this data and to gain insights into citizen attitudes and behaviour.
The most frequently mentioned challenges were linked to the theme Data Quality (n=8). The codes were classified
into two categories of Data quality (f=13), namely Accuracy and Accessibility. Only one comment related to
The African Conference on Information Systems and Technology
7

Adoption of Social Media Analytics in Government

accessibility, where GP4 mentioned that her government assumes that all citizens have access to digital devices and
internet, but in the real-world context not all citizens have this access. If citizens do not have access to digital devices
or the Internet, data accessibility will be affected. The eight codes related to Accuracy varied from those related to
the abundance of misinformation to the skewed sentiments of the data. The “Not representative/biased” code was
based on comments that were made by participants that it is dangerous to fully rely on citizens’ views because there
are often only a few opinions posted, which may not represent the opinions of the entire population or majority (G1
and G2). Since these opinions are not representative, the perceptions could be biased. There are usually only a few
people who frequently discuss a certain issue. GP3 confirmed that the government rarely receives compliments
from citizens as citizen-posted sentiments are usually in the form of complaints and so these sentiments are skewed
towards negativity. Three participants mentioned that citizens often comment or post misinformation on social
media. Participants suggested that challenges exist relating to account verification because there are issues of
account anonymity and fake profiles, and so it becomes difficult to verify the accounts from which the posts are
made. G1 highlighted that he was skeptical in understanding the term SMA because to his understanding it is
associated with the manipulation of data. Data quality related to fake data and news was mentioned.
The third theme Data policies and regulations (n=3; f=3) had the following three codes: Awareness of policy
campaigns; Social media guidelines and National/international information policies. Several statements were made
regarding ongoing awareness campaigns in the FSPG related to the possible effects and implementations of social
media guidelines across different departments. FS2 provided insightful information by highlighting that a social
media policy and guidelines document exists in the FSPG. This document was recently approved by top officials in
their government and was influenced by the Protection of Personal Information Act (POPIA) and national
communication strategy to provide protocols on how government should use social media. The POPIA is a South
African national data and information policy that promotes sense of confidence and integrity towards the use of
personal information (Netshakhuma, 2019). The ongoing awareness campaigns in the FSPG relates to the possible
effects and implementations of social media guidelines across different departments.
The main theme of Skills (n=3; f=3) was identified with the following three codes: time limited for upskilling,
generational gap (age), and small teams. It was generally agreed by participants that there is currently a lack of
skills and capabilities for data analytics within their governmental departments and that departments were not
focused on analysing social media data from its citizens. Two participants (G1 and G2) highlighted that SMA is not
considered a priority as there is a limited budget allocated for data analytics projects. G1said “No, we had a
discussion about where to actually employ more staff and they decided that it’s probably best if they have Child
protection services instead and then of course if you compare the two vendors that decided maybe social media is
not as important as child protection services and so these discussions, they usually go on quite long. Because it
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relates to investing some budget that is limited also in the municipality that I am working in.” – (FGD1. Transcript.
G1).
Two participants (G3 and GP4) suggested that it could be advantageous for government to upskill and enhance
capabilities in the area of data analytics. GP3 stated that to ensure sufficient skills additional resources might be
needed. FS1 and FS2 agreed that the unavailability of specific skills for data analytics caused their government to
handle social media data in different ways, for example, using manual reports that may take a lot of time to prepare.
G3 stated that she has an immense interest in the topic of social media, and for that reason she has obtained
qualifications through webinars related to the topic. GP1 highlighted that they have a reliable and responsible
communication unit that deals with messages and the publication of any information. Two German participants, G1
and G2, highlighted that the generational age gap was a challenge because SMA feels like a technical exercise to
them since they did not grow up with social media. As a result, the learning curve was large and the time needed
for upskilling was a lot. It seems like data could be easily manipulated and that could result in fake data/news.

Social Media Methods and Tools
Figure 2 presents an Atlas.ti network diagram of the codes, themes and categories related to methods and tools
(n=20; f=30) for SMA, which was a component of SMAF and an apriori theme. The six categories in this theme
were manual analysis (n=4; f=8); platforms (n=4; f=6); data sources (n=4; f=5); citizen participation (n=1; f=2);
methods/techniques (n=4; f=6); and SMA approaches (n=3; f=3).
Hashtags

Discuss trends
Tweets collected/aggregated with BI

BI criteria and requirements
.

Sentiment analysis

.

Lack of tools

.

.

.

.

SMA approaches*
Facebook/Instagram insights

Issue notiﬁcation/escalation and reporting

Methods/techniques*
Microsoft PowerBI

.
.

.

.

Collection of relevant topics

.

Methods and Tools*

.

.

Platforms*

.

.
.
.

Twitter

.

.

Instagram more popular than Facebook

Citizen posts (inquiries, opinions)

.

Data sources

Manual analysis

.

.

Government posts (policy/budget)

.

Citizen participation*

.

.

Facebook group observations/discussions
.

Survey analysis
Citizen feedback
Facebook Business Suite

Posts (stream/view)

Figure 2: Network Diagram for SMA Methods and Tools
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For methods and tools to analyse posts, the category that had the highest frequency count (f=8) was Manual
Analysis. The participants highlighted that they mostly use a manual analysis of social media posts, which includes
personal streaming, survey analysis and viewing of specific posts related to citizens’ comments and inquiries. G3
highlighted that she observes Facebook groups where citizens post their views. G1 stated that relevant topics and
suggestions made by citizens on social media are selected for their weekly Council meetings and for political
discussions of trends concerning service delivery. For social media reports, FS2 stated that their government reports
on social media posts through their communication unit, where the unit will follow up and manage all citizen-related
posts on social media that inquire about a particular issue. An issue can be escalated to the Chief Director who
notifies the Accounting Officer to address any problems identified by citizens. It was highlighted that the purpose
of SMA and suitable tools is to help government with proper discussions of trends, to monitor citizen feedback and
with the collection of relevant topics. G2 and G3 agreed that they use Facebook and Instagram insights daily and
find it interesting. G3 also added that she uses Facebook Ads part of the Facebook Business Suite to promote posts.
Other approaches highlighted related to sentiment analysis and trends. It was mentioned that Instagram was much
more popular amongst citizens than Facebook. GP3 stated that “…the BI teams work with the requirements that are
defined by the client so the client may be saying at this point in time, we are busy with vaccinations so we would
like to pick up all social media conversations around vaccination and then we may be busy with another aspect that
may be topical at that moment so then the client would say we are interested in finding out sentiments around these
topics then the whole setup of the sentiment analysis will be centered around hashtags or posts that carry those
words that will be keywords of interest that time, so in a way then sentiment analysis to an extent is driven by what
is topical in current affairs of that time.”- (FGD2. Transcript. GP3).

DISCUSSION
From the findings of all of the FGDs, it is evident that all three cases were partially using social media and SMA
and none of them were using them to their full potential benefit. At the GPG, SMA was used prior to Covid, but the
pandemic accelerated their efforts dramatically. They were the only case to give a successful account of automated
SMA using a visualisation tool like PowerBI to collect datasets from Twitter accounts using sentiment analysis. Of
the three cases, they had conducted the greatest number of successful SMA projects to analyse citizen attitudes and
trends. They also had the most extensive strategy for BDA and were more advanced in their use of SMA and SMA
tools. However even though the GPG had adopted SMA, the full benefit realization of SMA was limited due to the
challenges faced such as lack of resources such as skills and funding. The German participants used Facebook and
the Facebook Business Suite for survey purposes; however, in their department SMA was used to a much lesser
extent and was more manual. Instagram was highlighted to be more popular than Facebook in Germany because
citizens found it interesting and informative as it provides insights. Participants in all three cases were uncertain
and pessimistic about the quality of data that could be received from these platforms. Participants highlighted
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challenges that are mostly related to fake accounts, misinformation, manipulation of data and non-verified accounts.
Without the assurance of data quality, full decision making is not possible. For data quality, accuracy and
accessibility challenges were frequently mentioned. Whilst the challenges of data quality are not new, and have
been cited by authors such as Adrian et al. (2018) and Stieglitz et al. (2018), the assumption of accessibility to
devices and thus to information was a theme that had not been identified in literature prior to the writing of this
paper. Another challenge mentioned by participants in all three cases was the lack of skills and problems with time
constraints. All three government departments were actively involved in SMA projects and strategy but had not yet
implemented their SMA strategies to the full extent due to the lack of staffing budget and skills for SMA.
Participants highlighted that they struggle with the limited budget that is allocated to develop and recruit skills
related to SMA. Only a few tools are available “off the shelf” that can sufficiently analyse social media data. So,
whilst they use SNSs and some SMA tools to various extents, they are a long way off from using these tools to their
full capacity. Another issue that stated by one participant was the generational gap for internet use, which creates
high learning curves and might lead to some reluctance towards quick adoption of projects such as SMA. Whilst
the skills challenge has been cited by studies such as Adrian et al. (2018) and Lopez et al. (2019), the findings on
the generational gap and the issues encountered with specific SMA methods and tools provide interesting insights
into SMA adoption.

CONCLUSIONS AND FUTURE WORK
This paper extends the work in Steiglitz et al. (2018) and its main contribution is the findings of an exploratory
study to determine the status of adoption of SMA in the three case studies where primary data was successfully
collected through FGDs from the three cases. Themes identified during the FGDs were interesting and informative.
The German case participants were asked additional questions related to CzRM communication and engagement
strategies because no strategy/policy document could be found before the FGD. In the FGDs from the two South
African cases, i.e. the GPG and FSPG, participants constantly referred to their SMA strategy documents. Based on
additional questions, the German participants highlighted that the methods they use to engage citizens are mostly
electronic because of Covid19, but before Covid19 they were mostly using in-person methods. Participants also
stated that social media is important for their government as they recognise that there is a good reach to citizens
through social media and they are now experiencing a tremendous increase in their social media following.
However, posts were reported as being mostly one-directional where government is posting to its citizens.
Although all the participants from the three case studies seemed to be interested in implementing SMA to a much
larger extent, they were concerned about several challenges that were similar across the cases. It was clear that SMA
was not being used to its full potential. Participants noted that there was a lack of skills and only a small social
media team for SMA-related projects, possibly due to time constraints and restricted allocated budgets. They were
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concerned about the quality of social media data that could be received from SNSs. The themes that were the most
prevalent from the FGDs were CzRM, data quality (i.e., accuracy and accessibility), and methods and tools.
Participants from the German case highlighted those reactions received by government managers from their citizens
when a decision is made are immediate, and are often a mixture of positive and negative reactions at the same time.
There were only a few categories that were identified during the FGDs that were not found in previous literature.
These related to the understanding of SMA as a negative one involving hacking; awareness of policy campaigns;
and the assumption that all citizens had access to devices and data. The findings provide a contribution to increased
understanding of the adoption of SMA for CzRM, particularly the need for more skills and financial resources.
Guidance for SMA adoption can assist practitioners and managers in government with strategies to improve SMA
for supporting decision-making, e-services, citizen engagement and being more citizen-centric. Researchers can
benefit from the lessons learnt as well as from the theoretical findings from the comments made by managers in
government that provide insights into SMA adoption. A limitation of the study was that only three case studies at
the provincial level of South Africa and Germany were conducted. Future research could conduct formal usability
evaluations of SMA tools and methods.
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APPENDIX A
Table A1: Awareness, Benefits and Challenges of SMA for CzRM
Theme
CzRM
(n=7; f=11)

Category
Citizen-centric/service
delivery

Model planning for SMA
methods/tools
Data quality
(n=8; f=14)

Accuracy

Accessibility
Data policies and
regulations
(n=3; f=3)
SMA awareness
and
understanding
(n=5; f=6)
Skills
(n=3; f=3)

Code
Government performance
People-centred
Service delivery insights, queries/complaints
Citizens’ interactions, sentiments/intentions
Social media monitoring
Generates BI reports for service delivery
Citizen view analysis
Not representative/biased
Skewed sentiments
Misinformation (false/unreliable data)
Anonymity/not transparent
Fake accounts/verification challenge
Approach social media with caution
Manipulation of data (fake data/news)
Assumption of accessibility
National/international information policies e.g., POPIA
Social media guidelines
Awareness of policy campaigns
Hacking
Comments analysis/management
Strategic/scientific approach
Interpretation
Information collection/response
Time limited for upskilling
Team needed
Generational gap (age)

Participant Num
FS1
FS2
GP3, GP2 & GP1
GP3, FS3 & GP2
GP3
GP3
FS2
G1, G2 & GP3
GP3
G2 & G1
G3
G3, G1, G2 & GP3
GP3
G1
GP4
FS2
FS2
FS2
GP4
GP1
FS2
FS3
GP2 & FS2
GP1
G2
G2

Table A2: SMA Methods and Tools for CzRM
Theme
Methods and
Tools
(n=20; f=30)

Category
Manual analysis

Platforms

Data sources

Data sources; Citizen participation
Methods/techniques

SMA approaches

Code
Posts (stream/view)
Facebook group observations/discussions
Facebook Business Suite
Survey analysis
Instagram more popular than Facebook

Participant Num
G2, G1, G3 & FS2
G3 & G1
G3
G3
G3

Twitter
Facebook/Instagram insights
Microsoft PowerBI
Government posts (policy/budget)
Citizen posts (inquiries, opinions)
Collection of relevant topics
Citizen feedback
Sentiment analysis
Tweets collected/aggregated with BI
Discuss trends
Issue notification/escalation & reporting
BI criteria and requirements
Hashtags
Lack of tools

GP3 & FS2
G3 & G2
GP3
FS2
G2, G1 & FS2
G1
GP1 & G2
GP3
GP3
G1 & FS2
GP1 & FS2
GP3
G3
FS2
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APPENDIX B: SMAF for CzRM
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Analytics architecture
Data collection strategy
Data pre-processing
Event and topic detection
Data mining, cleaning & transforming
Data integration
Model planning for methods & tools
Data interpretation
Fault tolerance control system
Data storage technologies
Data exposition
System and IT infrastructure for data privacy
Big Data infrastructure for security
Transforming data and information for
meaningful and actionable knowledge

SUCCESS
FACTORS

TECHNOLOGY

O R G A N I S AT I O N
•
•
•
•

Data and
information sharing
Data quality
Skills
Budget Allocations

•
•
•
•
•

Data governance
False information
Data accessibility
Motivation
Meaningful Actions

RESEARCH DOMAINS
Citizen Relationship
Management (CzRM)
•
•
•
•

Crisis Communication
Brand Communication
Political Communication
…

Innovation
Management
Stakeholder
Management

ENVIRONMENT

T O O L S (e.g. Nvivo, Atlas. ti)
•
•

Database

APPROACHES

Structured Data and
Unstructured Data

TECHNIQUES

METHODS

•
Statistical
analysis
Structural attribute
•

Social network
analysis

Social Media
(Twitter, Facebook)

Method
mixture

Opinion- / sentimentrelated

Tracking Method

Reputation
Management

APIs
RSS/HTML parsing

General
Monitoring

Tracking Approach

Sentiment
analysis

Content analysis
Topic-/ Trend-related

Data acquisition

Decision
Making

Social Monitoring Tools
SMA Tools

Keyword-related
Actor-related
URL-related

Curation

Data storage
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•
•

Trend analysis

Analysis

•

Data mining/advanced analytics
(classification; clustering;
regression; and association
rules)
Neural networks, Pattern based
analysis, Time series analysis,
Graph analysis, Path analysis,
Density based analysis,
Clickstream analysis, and Visual
analytics
Machine learning, Lexical-based,
Hybrid
Predictive analytics, Prescriptive
analytics, In-memory analytics
Online Analytical Processing
(OLAP), Topic modelling and
detection, Pattern-based
analysis, and Time series analysis

Data usage

FEEDBACK
DECISION

Insights
Repository

Social Media
Intelligence

